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Background

The World Bank is assisting the Hubei Province by financing the Yichang-
Badong Expressway (YBE) which is a major component of the Chinese
‘Western Development Strategy’.

Problem

On past road development projects The World Bank has relied on a well
established protocol to handle resettlement complaints. However, due to
the YBE traversing mountainous terrain in an environmentally sensitive

area they sought a solution to strengthen this protocol.

Solution

Eggplant Digital and The World Bank solved this problem by developing
an online ‘Safeguards Compliance Monitoring System’ (scms), which
strengthens the protocol by easing the grievance filing process for
displaced persons and others impacted by the YBE. The scMs consists of
two components:

. The website — used to store and disseminate information on the project
environment and resettlement status. Offering downloads as well as
summary statistics showing the progress of resettlement.

2. The ‘Complaint Logging System’ (cLs) — allows complaints to be logged

in three ways: (1) through a form on the web site; (2) by sending a sms
message; and (3) via e-mail. sMs capabilities are important since mobile
phones are ubiquitous in the Hubei Province but the Internet is not. The
cLs records the details of the message, sender information, date received,

and the elapsed time for dealing with the complaint as well as the outcome.

Later, when resolved, the complainant is notified of the resolution.

Results

« Environmental, resettlement, and labor law information have been widely
disseminated.

« Provided the HOCD, The World Bank and the independent monitoring
consultants with an independent way of monitoring compliance with
safeguard policies.

* Real-time progress reports, IsR’s and ICR’s from the data collected.

* Provided an independent mechanism for recording complaints ensuring
that local resettlement agencies are doing their jobs effectively.
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